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Employment Development Department

Our Mission
The EDD enhances California’s economic growth and prosperity by

collaboratively delivering valuable and innovative services to meet the
evolving needs of employers, workers, and job seekers.

« Administering unemployment and disability benefits for workers who've
experienced a setback.

« Ensuring workers make the most of every moment with their families through
Paid Family Leave.

» Implementing federal workforce development programs to build a
stronger workforce.

« Connecting job seekers with potential employers. —
» Collecting payroll taxes and helping businesses navigate state labor laws. EDD
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By the numbers...

EDD is one of the largest state departments.
* Almost 10,000 employees.
« =200 America’s Job Center of California locations.
« 26 in-person State Disability Insurance & Tax offices.

$15.7 billion in benefits paid in fiscal year 2023.

« $5.6 billion in unemployment on 2.3 million claims.
« $8.4 billion in disability on 755,896 claims.
« $1.7 billion in Paid Family Leave on 320,738 claims.

California’s Largest Tax Collection Agency.
« 18.5 million employment and wage records.

« $105 billion in payroll taxes. ﬁ
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EDD Scales to Meet Economic Challenges

5,000,000

Week Ending: March 14, 2020 4,000,000
« 58K claims

Implementation of the Lost Wages

Assistance |LWA) Program

implementation of the Mixed
Eamer Unemployment
Compensation

i,m’um american Rescue Plan extends the L {MEUC)

pandemic programs’ sunset dates . . . .
Automatic processing of conditional payments to eligible
daimants wha are pending aligibility review

Week Ending: March 21, 2020
 +1 million claims

Monthly Initial Claims

2,000,000
Last payable week for the pandemic federal stimulus
programs [FAC, FUA, PELIC & MELIC]

5t payable week for FED-ED

1,000,000
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EDDNe)“t IS an ongoing modernization effort to

completely transform the EDD customer and
employee experience.

We're updating online applications, contact centers,
the claims process, policies, procedures, and forms,
to make the EDD experience easier and faster.

edd.ca.gov/EDDNext
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Goals of EDDNext
Modernization

Deliver an easier
and faster customer

experience
across our programs
and services.

Modernize Offer self-service

technology automation
with more flexible ' for quick and
systems to meet the convenient lcustomer
challenges of an service

evolving economy. ED/_bNe)'t and support.
(\
\__/

Goals

Safeguard services and Provide equal access

: : to ensure ALL individuals
personal information
to protect identities can make use of EDD

. benefit programs
and reduce risks and services.
of fraud.
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Our Approach

Prioritize the Biggest

Impact Improvements that have the biggest impact to the public.

Focus on the customer experience via direct input from
stakeholders.

Customer Focus

EINVE@heEIgCEhEl VAl Hybrid-agile approach with incremental improvements.

Input from the vendor community to provide recommendations
for the proposed solution.

Solicit Vendor Input

Partner with

Systems Integrators A single systems integrator to build and implement.

EDD




EDDNext Key Initiatives

Shared Modernized

Customer Contact
Portal Center

Voice of Identity Expanded Integrated

Customer & ransformation Proofing & BOE e Claims

Social Media Office Fraugi Management Management
Tools Analytics & Data




EDDNext Partnerships

Labor and Workforce Development Agency
» Executive sponsorship
* Involvement in customer experience initiatives

California Department of Technology
* Project Approvals and Oversight — PAL and IPOR
« Statewide Technology Procurement — Non-delegated procurements

Department of Finance

Office of Data and Innovation
» Google Analytics, A/B Testing, and Voice of the Customer
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EDDNext Roadmap

* Project Team
* Customer Experience
e Customer Research

* myEDD

* Language Resources

e Electronic Eligibility Questionnaires
* SDI SMS Text Messaging

* Contact Center Upgrades
* Live Chat
*  Document Management

* Money Network Debit Cards
New Building

*  Amazon Connect
* Voice of the Customer
* Direct Deposit

* Technology Infrastructure
* New Claims Experience
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A Customer-Centered Experience

Customer Experience (CX)

 Built a CX organization.

« Conduct customer research
to inform design and
development.

Successful
Customer
Journeys




A Customer-Centered Experience

Voice of the Customer

» Expand social listening.
« Survey the customer journey.
* Develop actionable insights.
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Transformation Office

* The Transformation Office is responsible for directing and delivering
each of EDDNext’s reportable and non-reportable workstreams.

« Functions of the Transformation Office include:
* Project Management.

Change Management.

Business Process Reengineering.

Enterprise, Solution, Data, and Cloud Architecture in partnership with
EDD’s Information Technology Branch.

Integrated Claims Management System (ICMS) and Data Readiness.

EDD
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Designed With You In Mind

Our Employees Our Customers Our Stakeholders
S R
A \ Customer-centered service S . \
Integrated tools reduce — | design is more user-friendly Faster, more efficient
— | manual tasks allowing R R e i oher — | processing and enhanced
employees to develop experience fraud mitigation creates
news skills and improve : downstream benefits for
service delivery. \ < employers and medical
N . providers.
\ 4

EDD
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Equal Access & Self-Service Alignment

Workstream Equal Access Focus Usage & Self-Service
Shared B Built using hqman- . 38M logins by 3.8M
Customer centered design. unigue users.
« Supporting over 91K e 2.1M self-service
Portal .
non-English customers. password resets.
* Omnichannel services » 393K calls by 100K

Integrated
Contact
Center

including live agent chat unique users.
« Natural language IVR in 18K scheduled call backs.
top eight languages.

EDD
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Equal Access & Self-Service Alignment

Equal Access Focus

 Assessed 2,300 Ul, DI,
and Tax forms.

 |[ncorporate user
feedback into vital forms

Workstream

Forms
Redesign

Usage & Self-Service

* |ntroducing a plain
language rewrite of the
online Ul application to

7

iIncrease “clean claims”.

 Utilize modern OCR
technology to improve

Document
Management

through smart forms.

timeliness for paper filers

e 20 million mall pieces
processed per year.

« Over $880M collected per
year in paper checks.

EDD
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Equal Access & Self-Service Alignment

Workstream

Voice of the
Customer

Fraud and
Data Analytics

Integrated
Claims
Management

Equal Access Focus

» Use event-driven prompts to
survey customers on their
experience and potential
barriers to services

Usage & Self-Service

Utilize customer feedback and
user analytics data to focus
enhancements and baseline
CX data

 Allow customers without an

SSN to verify their identity and

access services online

Verify 90% of online users
through a “minimal friction”
risk-based assessment model

« Ensure that the new benefit
system can easily respond to
evolving accessibility
requirements

Ensure that the new benefit
system can meet program
KPIs like first payment
promptness i

a
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Collaborative Implementation Approach

* Public and private sector partnership.

« EDD is collaborating with state and federal agencies going through similar
modernization efforts.

» Extensive outreach and partnership with private sector to modernize technology,
safeguard services, and improve EDD’s security posture.

« We listened to your feedback — market research, solution demonstrations, pre-
solicitation of Integrated Claim Management System (ICMS) RFP.

» Vendor day every month to listen to new ideas.

e Our goal is to select customer-centric solutions with a solid product
roadmap to keep up the new business needs and technology — such
as generative Al (GenAl).

Let’s talk about GenAl! il
EDD
R
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Accelerate digital transformation with GenAl
solutions to streamline |IT operations:

« Service Desk Modernization — looking for

v intelligent and proactive approach to
e)‘ streamline Service Management processes.
\__J

« Security Operations Center — enhanced

threat intelligence and improved incident
response.
and G e nAI * Enterprise Testing Solutions

- Data Analytics - aim to enhance decision-
making and streamline operations.

« Workforce solutions

We welcome other ideas to streamline and
improve |IT operations by leveraging GenAl.

EDD
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Thank You

Deliver an easier
and faster customer

experience
across our programs
and services.

Modernize Offer self-service

technology automation
with more flexible ' for quick and
systems to meet the convenient lcustomer
challenges of an service

evolving economy. ED/_bNe)'t and support.
(\
\__/

Goals

Safeguard services and Provide equal access

: : to ensure ALL individuals
personal information
to protect identities can make use of EDD

. benefit programs
and reduce risks and services.
of fraud.
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